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The views and opinions presented in this educational program and any
accompanying handout material are those of the speakers, and do not
necessarily represent the views or opinions of NADA. The speakers are not
NADA representatives, and their presence on the program is not a NADA
endorsement or sponsorship of the speaker or the speaker’s company,
product, or services.

Nothing that is presented during this educational program is intended as
legal advice, and this program may not address all federal, state, or local
regulatory or other legal issues raised by the subject matter it addresses. The
purpose of the program is to help dealers improve the effectiveness of their
business practices. The information presented is also not intended to urge or
suggest that dealers adopt any specific practices or policies for their
dealerships, nor is it intended to encourage concerted action among
competitors or any other action on the part of dealers that would in any
manner fix or stabilize the price or any element of the price of any good or
service.
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Social Awesomeness &=

~ Hide 12 Replies

Rizza Cadillac Buick & GMC Why don't you come on down and
take it for a spin, John? (&)

MNovember 25 at Bam

e e Wrsech Facebook Ads Help Joe Holland Chevrolet Increase [ o Brown st it ot
WeGerklisriiee. | aqds by 30% ot 1 - MNovember 25 at 8:12am

ﬁ Rizza Cadillac Buick & GMC Great! We'd love to help you out.

" 1 - November 25 at T:40am

John Brown Thanks Rizza I'm taking the oar
GOAL MNovember 25 at 12:35pm :
Joe Holland Chevrolet wanted to increase
overall brand awareness, website traffic, leads

generated and ultimately sell more vehicles.

Rizza Cadillac Buick & GMC Do you have time this wesk to come
take it for a test-drive?
"% 1 - Nove

John Brown I'm hers now

25 at 1:10pm

November 25 at 1:14pm
John Brown | did a test drive
50LUT|0N MNovember 25 at 1:15pm
*  Digits Air Strike's Social Ads leam crealed a monthHlong i Rizza Cadillac Buick & GMC How did you like it, John?
Facebook ad campalgn o 1 - Movember t 1:18pm

ﬂ John Brown Love it
o 1 - November 25 at 1:Z2pm

i Rizza Cadillac Buick & GMC Awesoms! We bet it's going to look
great in your garage (&)

= Team developed an app that integrated with dealer's CRM

= Ads were targeted I people who had previoushy vewed
the app

at 1:24pm
b .
John Brown Yes it is
‘_, 1/23/2015 - G upaated review Nevember 25 t 1-50pm
ovember 25 at 1:50pn
RESUL‘[S -l!b 1 check-in Rizza Cadillac Buick & GMC Congratulations, John! Be sure to
snap a picture of you with your new car. We're so happy for you!
v 116 sales leads generated Sloane contacted me about the previous bad review and Mowember 25 at 1:55
solved all my Sloane Toyota problems. Thanks, Sloane
v~ 4278 dealership website clicks Toyota. That was nice of you!
¥ 605,055 Facebook L RaaiG Was this review .2 Darshak Kakkad (idarshakkakkad - May 2
v 114.117 Facebook users reached & (@ToyotaSunnyvale had 2 take day off from work bt issue is fixed! Thanks Bob!
* ? Useful | Funmny ;,*If; Cool % Kudos 2 Larry for being amiable. Hope 2 nt face the issue again

¥~ 30% increase in daily leads Details * Reply €3 Retweet & Favorizd e More

n_.._.'_l._.- 1/21/2015 + Previous review
. Darshak Kakkad 1
| have had a bad experience every time I've been here. I'm \  @darshakkakkad

finally out from under them as | don't... Read more

@ToyotaSunnyvale : Appreciate the

Comment Trom Sloane Toyota OT Glenside D, of Sloane - 2

PE) o om e proactiveness of the personnel handling the
Business owner twitter account!

1/26/2015 - Jane, we're pleased lo hear thal we were

able to help resolve your concerns. If there's anything. .. “ Reply t3 Retweet & Favorited ess More

Read more

6:30 PM - 2 May 2014
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NADA
2015 Social Trends Study: Facebook Matters
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NADA
2015 Social Trends Study: FB Ads are Legit

6

51% of car buyers [up from 46% in 2014] and 40% of

service customers say they have seen an ad for a local car
dealership on Facebook.

[—

66% of car buyers have clicked on a FB ad on a mobile
device [up from 33% in 2014]

53% of service customers have clicked ona FB ad on a

mobile device
#NADA2016
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A
2015 Social Trends Study: Reviews Matter

’

S . e . - -

1% . Al
O of car buyers and rvice customers surveyed said online
revi rocess '
]

#NADA2016




How this will go down....

e | ask question

HAPPY NADA i e | throw catchbox

ATTENDEES .

\ 1=

You catch it

e You talk

* You throw catchbox
back to me or to
next person

#NADA2016
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#SODUMB: Not participating....

 What do you think some mistakes will be?
Write your guesses on
page 6 of your handout

Do you think your team is doing any?

#NADA2016




#SODUMB: GENERAL
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NADA | -

#SODUMB: Not having a social media policy

Photos/Videos of Mazda of_

Back to Album

4
Some people here still think it's a good idea to bring the goal-

disguised as

Stadium

TellMeMNow_com brings you the latest news in entertainment, politics. local and

world events, life, humor and community

Like | Commen it
o=@ John Smith » Mazda Df-
sl |s this the type of people that you have working there?

Like - Comment - Share - 13 hrs

[-=® John Smith

o -

Like - Reply - 13 hours ago

BREAKING: Horror as Bombs Are Found in Packed

Like Comment Share

-
T EENFETIE

Replies

=

JUST My IWO Cents.

Eemen: Bhtns nf bosde of b

: |. Lova (L

This is one of your employees comments on Facebook about African Americans! Really hope ur company doesn’t feel this way too?
——— -

Top Comments *
Download

Report Photo

#SOSMART: Social media is public and can be detrimental to
your company — protect yourself. Set up rules of
engagement for public sites that all employees sign.

NATIONA AUTOMOBILE
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NADA
HSODUMB: Social redirects on website

m_? And WORSE if BROKEN link or dead page!

HONDA

Recanty . Soved Price i =
Viewed Cars ars Alars nfa Hide:
Q- Ml Court Eairfiold 45
@ : P sl (888) 766-3775
'—QIHFIELD ot S

Go Further ' Chat Live Ford Falr'FeId

o
paret 64 likes ke

MNEW » PRE-OWMED» SERVICE » 14§

PDDU[EIT MDdElE Wi All You like this

Focus Explu:uru:*r Mustar)

[PRE LIP3 sl

< Fo dF rf Id |
Faifiedd  Janu m

eed of service? Schedule your next
pp tme t I t day! http://bit.ly/1RAX35m

bway

_'h Reviews | O Directions | 658 ConactUa i Ofiers -~ Review Ls

#SOSMART: Kill the links. Show off your social chops or don’t mention it at all.

#NADA2016
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#SODUMB: Only one person handles soaal

#SOSMART: ALL departments need to be in the social loop and
ALL employees encouraged to “participate” in approved ways

#NADA2016
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#SODUMB: SOCIAL

NETWORKS




Timeline  About  Photos Chevy Malibu More ~

A= Introducing the all-new
2013 CHEVY MALIBU

MAKE YOUR PRESENCE KNOWN
Prepare to stand out. Inspired by the athletic stance

#f"

[ never called you
stupid. But when I
asked you how you

spelled Mississippi, and
you asked 1f | was

or the state, A recent study has found that
of cau ght m@ women who canrya little extra
- weight live longer than the men
who mention it.

#SOSMART: Common sense. If it doesn’t
help, don’t post it. If it’s old, update it.

#NADA2016
.



#SODUMB: Failing to proofread content

Super Cleary SUBURL p26K..
E—— olala~ |

TS
=00
i ey bk PR e e A Thida

$9,000 $10,490 $10,890 tln,ll-n

o0 IR g5 ¢ woe

P41 Dy MRS MRS BN e B AATEAY B Ty R Y Dy A

ll ‘I;_I"llﬂ iﬂn w l'll,-lln I‘Iw
-
ﬁ l‘ﬂ' L.u:‘_' ‘

ﬁw_‘" #13,790 :"i‘;"ﬂ i&”mr
Srt oo TR o
$13,000 913,900 $13,000 $14,400
#SOSMART: It only takes a minute. . =
Like Comment & Share

Proof it. Google it.

#NADA2016
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[ ]
#SODUMB: Auto-sharing content
-19 Mar 2015
Did you know we offer a robust app that
helps you manage your Honda? You can
use the app to: onda - 2 Mar 2015
IE fb.me/4nAlXb2bH
1 - Schedule... fb.me/2K2TV|ESB
onda - 24 Feb 2015
- 19 Mar 2015 @ tb.me/3JAcDDyXE
|§| Did you know we offer a robust app that helps you manage
Honda? You can use the app to:
1-Schedule b me/37ibDljwL IE onda - 19 Feb 2015
Thank goodness for the SoFlo weatherll It could be worsel
fb.me/3xQ118vZH
- 11 Mar 2015
@ You don't want to miss our very own. | IR on the Wo
Power show on March 161
Stay tuned to Whatever . th. me/GwoxfWzQW
#SOSMART: If you’re going to be on Twitter — CREATE CONTENT FOR
TWITTER! It’s indexed by Google - don’t waste that!
#NADA2016
NATIONAIL AUTOMOBILE DEA.IL

ERS ASSOCIATION



NADA
#SODUMB: Fuzzy or wrong size imagery

Gor Do

#SOSMART: Don’t reuse imagery where it doesn’t fit or looks bad. Just because
you like a picture, doesn’t mean |t should be your cover |mage or profile graphic.

& N ' < 0.

=0

—— e ) e wone

- BUYANYCAR

~But we MAY buy yours

Ty ey e

Tirmellme

#NADA2016
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#SODUMB: Broken Apps

Timeline About Welcome Used Car Search Mare -

'- Community Page about Mercedes-Benz Contact Us
Timeline About Photos Customer Care More =
Budget * | Choose Colour »

Heroku | No such app

There is no app configured at that hostname.
Perhaps the app owner has renamed it, or you mistyped the URL.

Sorry, there are no results matching your search

#SOSMART: If you have apps connected to Facebook —
check them! If they are broken, turn them off stat!

#NADA2016
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[ ]
#SODUMB: Group pages
THE NEW BMW 7 SERIES.
DRIVING LUXURY.
Sytner BMW
oy Automobiles and Parts
ear
Driving Pleasure A Fi i o .
s el il il | #SOSMART: With Facebook
6,814 people e this status [ Photo [ Video turning towards search (again)
Imate friends lo ke this Page . | | n i age and a fOCUS On IOcaI SearCh,
| } | you can’t afford to not have
— @ v B individual Facebook pages for
. | The new BIW X1 provides “acres of leg and head space f| €ACH lO0Cation so customers can
read The Guardian's review here: hitp://bit_Iy/ 10wsXKA . .
R ——— B s sl l map, click to call, check-in, and
leave a review at the right
location.

#NADA2016
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S
#SODUMB: Rogue pages
o People & Pages
Sytner Bmw Chigwell &
Langston Road, IG10 3 London, United Kingdom - Car Dealership - 45 like this - 603 people... n Aian Jay TG'}P'DTEI
@ Sytner BMW
e Automobiles and Parts - 6,814 like this
Sytner BMW %% Alan Jay Toyota Scion @
20 Parade, Summerhil, B1 304 Birmingham, United Kingdom - Car Dealership - 189 lke thi...
Sytner bmw Tamworth
Tamwaorth - Startup - 1 person checked in here ﬂ Aian J&}" TD)!'D‘[E SCiﬂﬂ
= Sytner Bmw
| NGT 2 Nottingham, United Kingdom - Local Business - 90 ke this - 552 people checked in h..
P — - p— N
Sytner BMW “
572 - 647 London Road, HP11 1EZ High Wycombe, Buckinghamshire - Ca
a Sytner BMW c
Lyndhurst Reoad, SL5 9ED, SL5 9 Ascot, Bracknel Forest, United Kingdom i
ENTHER
Sytner BMW Leicester
LE19 1UY Leicester, United Kingdom - Local Business - 337 like this - 2.4
2+ Follow
Aloha Kia Aloha Kia
@alohakiaHl @Alohakia
Aloha Kia, serving the Hawaiian Islands Your Ohana dealer since 1997

for 15 years and countingl See ya in a
Kial alohakia.com

#SOSMART: Check all sites for rogue/duplicate pages. Do whatever you can to get
them taken down. Make sure your social policy includes that employees can’t
create their own site with your business name!

#NADA2016
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NADA | -
#SODUMB: Updating from mobile device

I find it ironic that Detroit is known as the
#motorcity and yet no one here knows how

to fiiilig drive
. @ChryslerAutos
ChryslerAutos : e
,;,,,,ﬂm Our apologies - our account was

compromised earlier today. We are taking
steps to resolve it.

avorite 3 Retwest + Reply

y

Ryan found two more 4 bottle packs of
Dogfish Head's Midas Touch beer....

:'::;;;i?;:::iiw COIERght We've deleted the rogue tweet but rest
assured the Red Cross is sober and
we've confiscated the keys.

#SOSMART: Limit access to your
social sites, don’t let employees

# ¥ RedCross . MpIoy

== American Red Cross or agencies use tools like

hootsuite with their own accounts

and your business accounts.

#NADA2016
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#SODUMB: Failure to respond
I —

E John G's
The price has been reduced on this 2013 Dodge Chargerl It boasts Beats January 7 at 12.:33am
HERCH UK UhitaE I SN Careful at this dealer, | was being charged 30000 for a civic ex t MSRP

svap v [ s

.'

Like Comment Share

o

Certified Pre-Owned 2013 Dodge Charger SXT Certified Pre-Owned 2013 Do
For Sale in the Avondale & Phoenix Area | 5to... For Sale in the Avondale & P
y Like @ Comment # Share . (ot

#SOSMART: Don’t waste leads and
iyl opportunities to show you care — RESPOND

.J TIY—— on social sites or GET OFF THEM! Lack of
\g I response is worse than no site at all.

Like - Reply - January 18 at 12:5%am

Heriberto Lopez Jesus Machuca Ust

#NADA2016
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#SODUMB: SOCIAL

ADVERTISING




NADA | -
#SODUMB: Ad fatigue —same ol’, same ol’

Cur Rent To Own Program gets you Into a car for as litlle as $69/\weekl

We finance ANYONE! Rent-to-Own your next nide for as low as $8%'week
with unlimited 90-day/ 3000 mike Lube/OilFiler sendice, repairs covered
and the option to trade tor any vehicle in stock at any timel

Rent to Own Your Next Car RENT TO OWN for as little as $89, week!
_- Sign Up TODAY!

More leads in a 30 day period than the
stale ad generated in an entire year

#SOSMART: Get more leads by keeping your ads fresh — change the call to
action, change your imagery, change your copy. No one wants stale ads.

#NADA2016
NATIONAL AUTOMOBILE

DEALERS ASSOCIATION



NADA | -
#SODUMB: Using auto-boost post promotion

January 25 at 6:08pm -

#ModMonday

[T
20 hirs - W

Three words - Mexican. Loco. Moco.
Kudos, Verde Kaimukil #Cno

#SOSMART: Use
post promotion to
promote your
business and drive
meaningful results.

1057 Chevrolet 'QuikSilver' Custom Truck

1857 Chevrolet Custom Truck "Quicksiver” | Barrett-Jackson photos Editor's note:
This is the 25th in a 30-day sponscred series featuring cars to be seld J

MEWS.CLASSICCARS . COM

<

& Like B Comment # Share .'

268 people like this. Top Comments

16 shares
s Lika M Comment “F Shg
#NADA2016
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NADA ~

—

#SODUMB: Not targeting ad audience

#SOSMART: Get qualified engagement by targeting

owners, in-market customers and existing customers
/> with Facebook’s robust ad targeting options.
Specific Broad
Within 10 Miles of 90210

Age, Gender, Income

Social
Interests, Likes, Activity Ideal Ta rget
Audience

Purchase Intent

Higher
Likely to Purchase within 6 mo. RJk Conversion

Probability

#NADA2016
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NADA | -
#SODUMB: Not staying up on new ad types

X Team Toyota of Glen Mills

X Team Toyota of Glen Mills

Team Toyota of Glen Mills m
s [ L@

©

You're all set.

Test drive any vehicle on the lot and receive a
$50 gift card, simply Click "Sign-Up" below to
reserve you gift card with just a few taps on
your phone :)

Gregory Das

gabel@digitalairstrike.com

TEST DRIVE AND GET PAID!
Registration Required, Signup Now!

FB Mobile Lead Gen ads get 3 to 4 times the number of
leads a landing page or dealership website get from
Facebook Ads due to their seamless user experience

#SOSMART: New ad formats are created to help
INCREASE conversion — keep up and use them! NADAZOLE




NADA | -
#SODUMB: FB video ad having YouTube link

if you're looking for a new 2016 Sitverado ||| e store
Has yourpes: deat J No need for link and a shared YouTube
https:fwww youtube_com/walch?v=uwQQnCJCtg4 &feature=youtu_be <’| VidEO has |OW€I" Video ViEWS

B Silverado Al Jan2016

I

We have a great selection of #Cherokees!l Come see for yourselfl

Native video auto-plays and has
cleaner look resulting in MORE clicks
and more conversions.

#SOSMART: Online video ads have higher retention rate than
traditional video — use them correctly and see the benefits!

#NADA2016
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NADA | -

#SODUMB: Dark posts get comments?!
. Pollard Jeep

Get $20k OFF on this 550 horsepower 2014 Rubicon! Call (888) 314-9689 for
more info!

|w James Schoedinger How much for a trade 2012 Rubicon modifed with 4 5"
h AEV lift, AEV front and rear bumpers, 37" custom painted wheels , rack, full
light kit, winch, only 22000 miles, manual tranny

2014 YEAR END CLOSEOUT!

6.4L Hemi, Dynatrac Axles. Poison Spyder, King Coil-Overs, way 100 many
upgrades to listl Click "SHOP NOW" 1o see even more details

Shop Now

Pollard Jeep James Schoedinger, thats a great looking rig! We would
love to catch up with you on Friday and discuss. Hope you have a
great Thanksgiving! -Blake

Like

Sold S105K Jeep because of
response to dark post comment!

#SOSMART: If you are running ads, get a plan to check for
comments either in-house or with your agency

#NADA2016
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NADA | -
#SODUMB: Failure to properly track ads

Ad Set Hame Results 8 = Reach Impressions Amount Spent
@ | coversins 17 2,745 14,411 $199.80 of 320000
Conversions

December 2015 {200} - Leads

P
Facebook conversion pixels can track website leads in your FB ads

manager and can build custom website audiences

- Medium &utm_medium= social Always use lowercase
Primary Dimension: Source / Medium  Source  Medium  Keyword Campaign
Source &utm_source= social network URL Exclude http:/fwww and .com
Secondary dimension: Medium v | SortType | Default v shortiink-ur! Always use lowercase
facebook
Acquisition Behavior twitter
Campaign Medium 5 S::';ms Bounce Rate :eage! ! | avg. sessionl]l Ca mpaign Eutm_campaign= promotion-name Remind your future self what you
et Celeas Duration program-intent {increase-likes) hoped to achieve
Keyword Butm_term= don't use
62 850 63.87% 40,140 | 56.19% 2.32 | 0O0: 01 54| L
| otal Avg f W % of Total: Av f N Avg f Avg for ,
100.00% (62,850) sz WECUECE ¢ % \f‘e.ir ¢ Ucm 4 Ad Content &utm_content= soclal-"seed” fendorser
(40,140 (0.00% (0.00%] content-clue-time-date-sent
B 1. (not set) organic 11,21 (17.84%) 54.60% 6,121 (1525%) 20.83% 4.04 00:04:0: g .
: . : Use link-shorteners like goo.gl or bit.ly to compress long URLs
O 2 (notset) (nong) 10,293 (16.38%) 61.16% | 6,295 (1568% 54.33% 242 00:02:27 _ = X :
* Don'tinclude personally identifiable information, like names
1 3 (notset) referral 3,932 (5.25%) 62.92% 2474 (51e% 57.04% 271 00:02:32
GA can't import information about profile-views on your social netwerk profile

1 939. 60. 70% 1 17? 1.34%  3.45

5 of Total: Ava for Viev
Facebook Ads Traffic g % of Total: fr.l" v

2 74% [70,832)

Ay for
View:

[ 1. facebook dasfacebook 1,673 (86.28%) 63.54% | 1,063 (90.31%:) 1.32% 3T

#SOSMART: Understand how campaigns are performing and build custom
audiences by using site-specific pixels and tagging your redirect links with
Google’s UTM tags so they show in your Google Analytics properly

ADA2016
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#SODUMBBONUS: Not doing Facebook Ads

greater reach to
vehicle buyers

5.5X

greater efﬁmgncy of'?
conversion

#SOSMART: Learn about social advertising and
how to create strong campaigns and start NOW!

#NADA2016



#SODUMB: REPUTATION




NADA

#SODUMB: Getting “into the weeds”

@ Q Graham Hibbert
* ayear ago
[ Greasy Car Salesmen Here!!

lied when | leased my car, lied when | traded 1
because apparently it was not worth the buyout but it mag
up in the sales lot for a nice profit. Classic greasy and une
practices.

I have bought 4 vehicles from-ot to mention,

vehicles my family has purchased through Hv
years and this is how | am treated. Mot impressed at all.

End of a business relationship

b

34

HSOSMART: Take it offline —

point”

Response from the owner - 5 year ago

Dear Tyler... oops, | mean "Graham Hibbert". Thank you for your
review and your perspective. | am disappointed that you choose to
retaliate and stereotype our dealership as "classic greasy and
unethical.” Based on the other 67 Google reviews we have, | think
you stand alone in your comments however. Did we make some
mistakes, yes we did. We rushed the lease return process with you
and we failed to do a thorough job appraising your vehicle on your
initial visit. | also believe we did a poor job communicating the
options and lease end situation with you properly. For that |
apologize on behalf of my entire team. In my opinion however, we
did take swift action to remedy the mistakes that we made and we
spent a good deal of time afterwards discussing with you and your
father the reasons money was due at the end of your lease. Was
your review and malicious comments sufficient justification for our
errors? | do not believe so and your use of a pseudo name might
answer that question in a similar manner. | believe the cause of
your unhappiness is rooted in the fact that you owed some money
at the end of your lease which is unfortunate for sure. At the end of
a lease you have two options: 1) return it Toyota and 2) sell it to the
dealer. 90% of the time, with a well maintained Toyota, there is
equity at the end of a lease — meaning it is worth more money than
the lease-end or residual value (which Toyota sets). In your
scenario, the vehicle was worth less than the lease-end value
because the tires were worn out and the windshield needing
replacing. If these maintenance items were within safe operating
parameters then you would have had some equity too and we
could have written you a small refund cheque and we would have
likely kept the vehicle on our lot. Our initial plans, given the
condition of your vehicle, were that we would return it to Toyota
because the lease buy out cost plus the reconditioning expense
that your vehicle needed meant that we would not have a sufficient
margin required to resell your vehicle and cover the risks
associated with selling it. However, if we had returned it to Toyota
you would have been responsible for a number of other costs such
as repalrs to the W|ndsh|eld washers and mmor body damage as

we do conduct Burseives in a prnfessmnal and respectful mkanner [
am sorry your lease return did not go as smoothly as we both
would have liked. Thank you for your business over the years and
we wish you happy motoring in the future! The family @

it’s not about this one customer and “proving your
— it’s about all the other customers who read your response. Don’t look

® Q Khuram Shahzad
* 10 months ago
- Worst Dealership in Alberta.Never even think about to buy
especially used vehicle.If you buy a used one than keep in mind they
will give you a paper that its a certify vehicle but which is not its just
like as is.And if you go back to them to get something fix they will
not bother using "F " word as well.| bought camry hybrid 2010 from

them.And on papers their mechanic certify that this vehicle is perfect

but when i showed to my mechanic which is another Toyota

Response from the owner - 10 months ago
Dear Ali — | would love to discuss the facts with you. 1) | am proud
of our Google Rating because it accurately shows that we take
great care of our customers. It also says we are one of the best
dealerships in Alberta. 2) You are using this Camry as a taxi and
drove 7,000 km's before any issues arose. You also live in
Edmonton and | used to live there .. | think it's the pothole capital
of Canada! I've seen better roads in third world countries! You give
me 7,000 km's on a vehicle and | could wear out more than the
brakes and struts if | wanted to! 3) After 7,000 km's a strut can
develop a leak Even though it left our dealership in good condition
we still offered to split the cost of the strut replacement with you.
Why?...because we are a great dealership to deal with — we stand
behind our product. 4) Our licensed technicians could lose their
trade ticket and their careers if they were to misappropriate a legal
safety inspection. We would never ask our technicians to
compromise their future in that way nor would they do so if asked.
5) This Camry was certified by Toyota Canada. We could lose our
Toyota franchise if we were misrepresenting our Toyota Certified
Used Vehicle Inspections and | assure you we would not risk our

defensive and petulant it could go viral —and not in the good way.

NATIONA.I AUTOMOBILE

DEALERS ASSOCIATION
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#SODUMB: Only responding to the bad

taylor whitlock
in the last week

* Semvice department, |took my wife's Toyota corolla in on a Saturday at 945am to get an
alignment and an oil change. A guy named Lucashsaid he would take care of it and it would
take about 2.5 to 3 hours because they were busy. 3.5 .. More

Response from the owner in the last week

Thank you very much for sharing these comments, Taylor. We'd like the opportunity to make this up
to you, so if you're willing, please contact our General Manager at * We hope to hear
from you.

. Jim Sandrolini
a week ago

%% & % Zach Kimball was very helpful in the service department! Would highly recommend him.

Rod Whitt

2 weeks ago

% % %% mywife and | bought a new 2015 Highlander limited for Dave_
The negotiations were not stressful, the price was very fair as well as the extended

warranty, and the trade in value was what we expected. The ... More

#SOSMART: If you’re responding to any, respond to all.
Otherwise, you have perception of only responding to squeaky
wheel. And responding to every 3™ positive is just as bad!

#NADA2016
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#SODUMB: $250 towards your next visit

Response from the owner a week ago
Dear_ | would like to say that we are surrffnr all of the communication prublems

senvice. Since our conversation | have ordered 2 remotes and a spare key fnrynurﬁnn at my cost
and offered to fill up his gas tank and clean up his car for having to make the frip back to the store o

getinstalled. He has a fresh sgloftags and the hard tags should be there next weell. The state of

West Virginia is notoriously s & tag and title work and most of the time, they do not get the tags

Don’t need to get into details on remedy in business
response — don’t create a culture of the only way to
get anything is by leaving a public review

#SOSMART: If you are truly going to correct the situation, let the customer
know and ask them to reach out or say you are reaching out and then do so.

#NADA2016
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#SODUMB: I'll pay you to take down review

#SOSMART: Be proactive and HANDLE what
the customer is upset about and prove to the
customer you really do care about service
and then you may have earned the right to
ask the customer to update their review.

#NADA2016
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#SODUMB: Yelp is evil, so we ignore it
o e o e o _Toyota Scion

New Car Book A Service Appointment - .
Mew Toyotas. new toyota imventory Book A Service Appolntmeant .. or | 47 ddkk kA 397 Google reviews I
Product Videos - Specials .. give us a call i

. yelp. } Ve Ye Suggest an edit
lews [ Twas recenty considering gettin . e
& =
had only heard good things about Toyota, especially about them maintal prUlar tlmes v

Huge discrepancy between top two
sites with Yelp blatantly being ignored
and full focus on Google

Darechons

Apple isn’t ignoring
Yelp. Why are you?!

#SOSMART: Pay attention to Yelp and get more reviews by
encouraging check-ins with offers and having in-store signage

#NADA2016
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#SODUMB: 5-star rating, guaranteed!

39

Herald Yeed
.. 2 weeks ago

ek We had a phenomenal experience at your car dealership. Kirk was incredible! He

' J % J 4, The negotiating was quick and | like that. The finance representative explained all the
explained everything we needed to know and more. sending our friends to Kirk in the future. I'm sure

options available in a manner that was clear and efficient.

N

n

A

T

we'll love our new Infiniti. but it is always so much better when .. More

Linden Farm, inc
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#SOSMART: If it sounds too good to be true,

tis.
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#HSODUMB: At least O reviews isn’t a 1 star!

Car Deakers Tires, Aulo Repair Exiif
ALY Fﬁ
W Gallatan 51 |-"="l"!|
w -
Yandalia g
g
w Magp data £2016 Googe B Add Photy
& Edit
Hey there trendsstter] You could be the first review for
|
e
n i .
W W W W W Salect your rating

#SOSMART: Have a plan to get reviews across the top sites to
get a solid score — goal is at least 10+ reviews per site

#NADA2016
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#SODUMB: Violating site terms and the FTC!

Don’t jump into action to get new

Linclen Farm, inc im Colernan Infini reviews the second you get a bad one
sl cohehialit == January 18 at 10:41am

Wi 1y B T ] el ek R B T, eyl T i The I v (AR 1 T TG B Rl sl . it o8 ) .

g bl parvone eoon e asors e omasn e ke ol a ore o 5 e T oo mew L I T e e s s e e

TIME TO HAVE SOME FUN!I

Had a great experience with us 7

43 Stretched Out Limousing ——— Send me a google review and | will send you a
i FREE OIL CHANGE! ... THAT EASYI
S Don't create fake customers to write | Dudes Convette S gom
) reviews about your business - or hire This is illegal!!

a company that does this

30 Brooks Restgurant & Catenng

e #SOSMART: Be consistent with review encouragement and
e emseesed don’t pay for reviews no matter WHAT the currency!

L

#NADA2016
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#SODUMB: DIRECTORIES




NADA | -
#SODUMB: Parking garage?! Closed down?

ou ntry C ars [ Add Photo | # Share = A Bookmark

e
combe Pary

&é@‘ i ?

]

3

: AgustaWestland =

Garrey i gwsa"d"-‘ Rd
Google Map data ©2015 Google @ Add Photo
« Edit

El

’ Edit business info

Hey there trendsetter! You could be the first review for -
Country Cars.

-

o Hours

Select your rating.
& Add business hours

Browse nearby

; nees? |
IIS this your business? Restaurants, Nightlife, Shopping, Show all

Claim your business page and access your free Yelp for Business Owners account.

= Immediately update business information
= Respond to reviews and privately message customers

- See the customer leads your business page generates
= Moenitor how many peopled i

=
#SOSMART: Claim and update your listings with correct information
including CATEGORY and when applicable photos of your dealership.

#NADA2016
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#HSODUMB: OEM URL instead of YOUR URL

I Audi

Audi Dealer

Website Directions

audi.co.uk/about-audi/contact-us/arrange-a-test-drive/test-drive-form_html

1. Select a model
A ' |
o T ‘our selected model

uild your Audi inance an ers est Drive ind an Audi Centre our
Build Audi Fi d Off Ti Dri Find Audi C W
2. Your details

B ) . . Audi [ § . . .
me New Cars Used Cars Company & Fleet Owners Vorsprung durch Techni P Om Qms Oms= Om

First name
I A\ i di

A"

#SOSMART: Don’t risk losing business — make sure directory
sites are listing to YOUR dealership’s URL — not the OEM!

3. Find your nearest Audi Centre

#NADA2016
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#SODUMB: Not checking sites regularly

3 unverified G+ local business pages
at 2871 U.S. 1, Lawrenceville, NJ

08648

[
==

“Lawrence Toyota Auto Parts” —
Verified G+ Local business page. No

=

Lawrence Toyota Auto Paris

“Lawrence Toyota Auto Parts” —
Google Places listing. No reviews

“LawrenceToyota” - G+
“brand” page. No activity

...... - u

“Team Toyota Scion” -
Unverified G+ local
business page at 746
East Lincoln hwy,
Langhorne PA.

nw

Toars o £ P e

“Team Toyota of Princeton” — G+
“company” page. Sporadic posting

|
NG

Thanks Google updates!
Took weeks to correct!

1 review - Car Dealer
Bankhead Dr - 0131 669 8!

= More places

- METE g -Tr
gy Falkirk _
: . HnitRow Edinburgh
"0 Cumbermauld Edinburgh Audi part of
P the Lomond-Atdi Group'
lasgow Audi * Z oa 7
Loanhead
- Roslin
= 471 [ 0o |
AT !
- Motherwell -
East Kilbride, \ -Map dala ©2015 G.,ﬁg\,
Glasgow Audi
4 reviews - ££ - Audi Dealer @ Y
520 Hillington Road, Braehead - 0141 565 6300 Website Dirsctions
Closed now
Lookers Audi
3.4 %Kk (7)- ££ - Car Dealer (&) e
520 Hillington Rd - 0844 659 4907 Website Diractions
Closed now
Edinburgh Audi part of the Lomond Audi Group @ Yl

Website Directions

Duplicate sites can just appear
from nowhere — especially
when OEMs get involved

NN

#SOSMART: Schedule a quarterly review of your top sites to search for
duplicates, confirm contact information and all links working properly

NATIONAL

AUTOMOBILE

DEALERS ASSOCIATION
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NADA | -
#SOSMART: Make a plan to identify mistakes

#SODUMB: GENERAL

j 1. Not having a social media policy for your dealership
Social media policies help with the following:

a. Current or former employees slandering you and your dealership on any form of
digital media

b. Current or former employees using your business name on any social sites in an
unapproved manner

c. Employees understanding the rules of engagement on your social sites —
when/how to interact with consumers, if at all

d. How their own social n impact your business and what is appropriate or
inappropriate and c ination

Each mistake has a red box next to it. As you identify
those your dealership is doing, check off the box and
write out any notes below.

#NADA2016
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5

#SOSMART: Pick top 10 to fix

#50DUME: TOP 10

Mistake Assigned To Due Date

[—C

Write out your top 10 on page 20 of the handout, assign who from
team will be responsible and then give a due date. Once due date
E— arrives, revisit and confirm correction and start again.

Pro Tip: Make a few copies of this page when it’s blank so you

can use if your dealership has MORE than 10 issues to correct,

#NADA2016
NATIONAL AUTOMOBILE DEALERS ASSOC I AT | O N [




e Lack of subject matter expertise * Subject matter expertise
can lead to slower ramp time and .
mistakes

Main focus

* No competing priorities
e Better use of time and resources? _

* No transfer of knowledge issues
e Single point of failure . _

* Reliant on dealership for custom

e Cross-training and documentation imagery and some custom content

a must

e Easy access to imagery and content

#NADA2016
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Questions

#NADA2016
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#SoDumb: 30 Social
Media Mistakes
Dealers Make

Erica Sietsma

SVP Product and Strategy
Digital Air Strike
Scottsdale, AZ
206-707-3320

Erica@digitalairstrike.com

NATIONAL AUTOMOTBILE

D

EALERS

Please visit the NADA Pavilion in
the Expo Hall for information on
accessing electronic versions of
this presentation and the
accompanying handout
materials, and to order the
workshop video recording.

#DASNADA2016
#NADA2016
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